Factors that influenced customer's decision in choosing Hotel Seri Malaysia Malacca / Siti Hajar Abdul Wahab by Abdul Wahab, Siti Hajar
FACTORS THAT INFLUENCED CUSTOMER'S
DECISION IN CHOOSING
HOTEL SERI MALAYSIA MALACCA
SITI HAJAR BT. ABDUL WAHAB
Submitted in Partial Fulfillment
Of the Requirement for the
Bachelor of Business Administration
(Hons) Marketing
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
KAMPUSBANDARAYA
MELAKA
2008
f ' DECLARATION OF ORIGINAL WORK
BACHELOR OF BUSIONESS ADMINISTRATION (HONS) MARKETING
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
KAMPUSBANDARAYAMELAKA
"DECLARATION OF ORIGINAL WORK"
l, Siti Hajar Binti Abdul Wahab, (l/C Number: 860126-08-5194)
Hereby, declare that,
• This work has not previously been accepted in substance for any degree, locally,
or overseas and is not being concurrently submitted for this degree or any other
degrees.
• This project paper is the result of any independent work and investigation, except
where otherwise sated.
• All verbatim extracts have been distinguished by quotation marks and sources of
any information have been specifically acknowledged
Signature: .--;J,ijJ~.
\TABLE OF CONTENT PAGE
ACKNOWLEDGEMET IV
TABLE OF CONTENT V
LIST OF TABLE Vll
LIST OF FIGURE Vlll
ABSTRACT IX
CHAPTER
1. INTRODUCTION
1.0 Introduction 1
1.1 Background of Company 2
1.2 Problem Statement 4
1.3 Research Objective 5
1.4 Research Question 6
1.5 Theoretical Framework 7
1.6 Hypothesis 8
1.7 Significant of Study
1.7.1 Hotel Seri Malaysia Malacca 9
1.7.2 The Researcher 9
1.7.3 The Customers 9
1.8 Scope of Study 10
1.9 Limitations of Study
1.9.1 Time 10
1.9.2 Information 10
1.9.3 Lack of Cooperation 11
1.9.4 Lack of Experience 11
1.10 Definitions of Term 11
2. LITERATURE REVIEW
2.1 Introduction 13
2.2 Service Environment 13
2.3 Location 15
2.4 Physical Facility 17
2.5 Ambient Condition 20
2.6 Interpersonal Factors 21
3. RESEARCH METHODOLOGY
3.1 Research Design 24
3.2 Data Collection Method
i) Primary Data 24
3.3 Research Instrument
3.3.1 Questionnaire Design 25
3.4 Sampling
3.4.1 Target population 25
V
3.4.2 Sampling Frame 26
3.4.3 Sampling Technique 26
3.4.4 Sample Size 26
4. RESULTS AND INTERPRETATION
4.1 Introduction 27
4.2 Reliability Statistic 27
4.3 Descriptive Statistic: Frequency Distribution
4.3.1 Section A: Respondents Profile
4.3.1.1 Age 28
4.3.1.2 Gender 29
4.3.1.3 Rlce 29
4.3.1.4 Marital Status 30
4.3.1.5 Job Classification 30
4.3.1.6 Religion 31
4.3.1.7 Duration to Stay at Hotel Seri Malaysia 31
Malacca
4.3.2 Section B: Service Environment
4.3.2.1 Location 32
4.3.2.2 Physical Facility 33
4.3.2.3 Ambient Condition 34
4.3.2.4 Interpersonal Factor 36
4.3.3 Section C: Customer Decision 37
4.4 The Ranks of the Factor That Influenced customer's 38
Decision in Choosing Hotel Seri Malaysia Malacca
4.5 Correlation Analysis
4.5 1 Correlation Between Customer Decision and 40
Location
4.5.2 Correlation Between Customer Decision and 41
Physical Facility
4.5.3 Correlation Between Customer Decision and 41
Ambient
4.5.4 Correlation Between Customer Decision and 42
Interpersonal Factor
4.6 Summary 44
5. CONCLUSION AND RECOMMENDATION
5.1 Conclusion 45
5.2 Recommendations 48
BIBLIOGRAPHY 50
APPENDICES
Appendix 1- Questionnaire 53
Appendix II 57
VI
ABSTRACT
This research has been conducted for the purpose of "To Study the Factors That
Influenced Customer's Decision in Choosing Hotel Seri Malaysia Malacca". In this
research, the main problem is the management of the hotel doesn't know the actual factor
that influential their customer to come and stay at the hotel. Thus, the main objective of
this research is to identify the most influential factor that influences customer decision to
stay at Hotel Seri Malaysia Malacca. At the same time, to know either there is significant
relationship between customer decision and element of servicescape.
The set of questionnaire was distributed to 50 residents or customers of Hotel Seri
Malaysia Malacca. This research use convenience sampling and descriptive statistic in
interpret the data such as reliability statistic, frequency analysis, correlation analysis and
descriptive analysis. From the finding, the most influential factor is physical facility and
each element of servicescape is significant with customer decision.
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